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PENGARUH CUSTOMER SATISFACTION, DAN BRAND TRUST 
TERHADAP CUSTOMER LOYALTY PADA PRIVATE LABEL 
CARREFOUR DI SURABAYA 
 
ABSTRAK 
 
Sampai saat ini masih banyak persepsi tentang kualitas produk 
private label yang dianggap memiliki kualitas yang kurang baik 
dibandingkan dengan produk-produk merek nasional yang ada. Tetapi seiring 
berjalannya waktu persepsi tersebut menjadi hilang karena pembuatan 
produk berkembang jauh lebih baik lagi tidak hanya harga saja yang lebih 
murah tetapi juga kualitas dari produk tersebut. Tujuan dari penelitian ini 
untuk menguji pengaruh customer satisfaction dan brand trust terhadap 
customer loyalty pada private label Carrefour di Surabaya. Penelitian ini 
dilakukan dengan meyebarkan kuisioner sebanyak 100 responden dan 
mengolah data dengan menggunakan analisis regresi linier berganda. 
 
 Berdasarkan dari analisis, maka disimpulkan bahwa customer 
satisfaction berpengaruh signifikan dan berpengaruh positif terhadap 
customer loyalty.  Dapat dikatakan semakin baik customer satisfaction  yang 
di dapat oleh pelanggan, dapat menghasilkan customer loyalty yang baik pula, 
begitu pula sebaliknnya. Hasil penelitian ini menunjukkan bahwa customer 
loyalty berpengaruh signifikan dan berpengaruh positif terhadap brand trust. 
Berdasarkan penelitian ini brand trust berpengaruh terhadap customer loyalty. 
Oleh karena itu semakin baik brand trust yang dimiliki pelanggan maka akan 
baik pula customer loyalty tersebut, begitu pula sebaliknya. 
 
Kata Kunci: Customer Satisfaction, Brand Trust, Customer Loyalty, 
Private Label. 
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THE INFLUENCE OF CUSTOMER SATISFACTION, AND BRAND 
TRUST TOWARD CUSTOMER LOYALTY TO PRIVATE LABEL 
CARREFOUR IN SURABAYA 
 
ABSTRACT 
 
Nowadays, there are many perspectives about the product quality of 
private label in which  mostly consider it to have less good quality than other 
existing national products. However, that perspective has recently changed 
because of the production improvement. Not only does the product have 
cheaper price but it also has better quality. This research’s objective is to 
examine the influence of customer satisfaction and brand trust toward 
customer loyalty on private label Carrefour in Surabaya. The research was 
held by distributing 100 questionnaires to respondents and processing the 
data by applying the double linier regression analysis. 
Based on the analysis, it can be concluded that customer 
satisfaction is significantly and positively influential toward customer loyalty. 
The better the customer satisfaction is felt by customers, the better the 
customer loyalty is shown and vice versa. The research also shows that 
customer loyalty significantly and positively influences brand trust. It is also 
found that customer loyalty is determined by brand trust. Therefore, good 
brand trust shown by customers will result on good customer loyalty, and 
vice versa.  
 
Key words: Customer Satisfaction, Brand Trust, Customer Loyalty, Private 
Label. 
 
 
 
 
 
 
 
 
 
 
 
